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How Leaders Are Future-Proofing Growth
Top-performing firms are no longer chasing speed, they’re building resilience into their DNA. Here’s how they’re doing it:
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A Word from Alorica
Digital finance has entered a new phase of maturity. Fintechs are scaling into 
global markets, crypto platforms are redefining asset flows, and traditional 
institutions are accelerating digital transformation. But with this momentum 
comes a new reality: innovation alone no longer guarantees an advantage. 

Over the next 12–18 months, the sector will face heightened fraud activity, 
regulatory recalibration, and unprecedented pressure to deliver secure, 
frictionless experiences. 

The challenge becomes clear:
Your operations need to be scalable enough to grow, resilient enough 
to withstand pressure, and trusted enough to keep customers coming back.

This report goes beyond the headlines to unpack what these shifts mean for 
your business. You will gain insight into how other firms are reinforcing trust, 
embedding compliance into every layer, and adopting AI responsibly, to build 
operations that scale without compromising resilience or reputation.
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Trust as the New Currency
Customers are more willing to adopt fintech and crypto but only 
if platforms are transparent, secure, and compliant. Trust is no 
longer a soft metric; it’s a hard driver of acquisition and retention.

Pressure to Scale Efficiently
Hyper-growth in fintech and embedded finance demands 
cloud-native, API-first infrastructure to deliver frictionless 
experiences without compromising resilience. Legacy systems 
can’t keep up with today’s fast-paced market.

Evolving Standards
Updates to frameworks like GDPR, FiDA, and NACHA 2026 
are redefining compliance expectations, giving institutions  
a chance to elevate transparency and operational excellence.

AI Advancements 
AI is pushing the boundaries of what’s possible, from 
hyper‑personalization to predictive insights. Combined with 
human oversight, these advancements can drive greater 
accuracy, build trust, and accelerate innovation at scale.

Fraud Evolution
Synthetic IDs, account takeovers, and deepfake scams have 
become central drivers of risk and combating these threats
requires intelligent monitoring, biometric verification, and 
proactive fraud operations.

The Market Reality
Behind the Momentum

Trust, technology, regulation, and scale are no longer separate priorities, they’re interconnected forces redefining how institutions 
compete and grow.

85% of consumers
say they trust fintech, but security 
and transparency are key trust drivers.
FTA

https://www.ftassociation.org/wp-content/uploads/2025/06/FTA-State-of-Fintech-Survey.pdf?utm_source=chatgpt.com


What’s at Stake?
The organizations that win this year will be the ones who can 
turn these challenges into levers for growth. 

That means earning trust in an era of heightened scrutiny. 
Using AI responsibly to build customer confidence, not erode 
it. Embedding compliance into every interaction from the start. 
And scaling without sacrificing the security and resilience 
that underpins everything.
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Acquiring and Retaining 
Customers in a 

Skeptical Market
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When Loyalty is Fragile, 
Experience is Everything

The digital finance boom has created a paradox: while adoption is soaring, 
loyalty is fragile. You’re not just competing on price or product anymore, 
you’re competing on experience. In a market where switching takes seconds 
and expectations are sky-high, growth isn’t just about bringing customers in; 
it’s about keeping them around. How do you grow under pressure when 
trust is so hard to earn and so easy to lose?

Customers expect hyper-personalized, omnichannel experiences and they’re 
quick to leave if onboarding drags, support isn’t fast enough, or value falls short. 

The numbers back this up: 
66% of consumers say ease of use is the biggest factor in fintech 
app satisfaction, while 85% are more likely to stay with brands that 
personalize their experience. And here’s the thing—66% are 
comfortable with firms using their data to do it.

Meeting these expectations takes more than technology. It takes empathy, 
agility, and operational excellence baked into every interaction. Leading firms 
understand that growth is earned through experiences that feel seamless, 
relevant, and trustworthy, from the first touchpoint all the way through the 
customer lifecycle.

Personalization as a 
Top Customer Expectation

Last Year This Year

39%

44%

Finastra

https://wifitalents.com/customer-experience-in-the-fintech-industry-statistics/
https://gitnux.org/customer-experience-in-the-fintech-industry-statistics/
https://www.fintechfutures.com/press-releases/q2-s-new-consumer-survey-reveals-people-of-all-ages-want-personalized-banking
https://www.finastra.com/sites/default/files/file/2025-02/state-of-the-nation-report-2024.pdf
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Listening at Every Touchpoint
Customer feedback and survey analytics reveal 
what’s working and what’s not. These insights 
allow you to proactively address issues to build 
trust and boost CSAT.

Conversational AI for Everyday Tasks
Automating routine interactions—PIN resets, 
lost card reporting, and status checks
—reduces friction and frees up live agents 
for more complex needs.

Winning Customers Through 
Experience-Led Strategies

To win and keep customers, leaders are doubling down on strategies that combine personalization, convenience, and trust.

Proactive Retention and Lifecycle Engagement
Predictive outreach, personalized upsell 
journeys, and lifecycle engagement programs 
deepen relationships and maximize lifetime 
value.

Frictionless Onboarding Across Channels
First impressions matter. Simplifying 
activation across voice, chat, social, and 
digital channels cuts drop-offs and builds 
confidence from day one.

Personalization at Scale
AI-driven insights make it possible to tailor 
experiences in real time by anticipating needs, 
customizing offers, and creating journeys 
that feel human rather than automated.

Omnichannel Journeys as the New Standard
Customers want to switch between channels 
without losing context or repeating themselves. 
The firms that make that happen are the 
ones keeping customers around.

up to 60% lower handling costs globally, 
over 80% retention of at-risk customers, 
and double-digit CSAT improvements.

Our clients are seeing
the results of this approach:



Earning Trust with 
Security and Compliance 
Winning in this environment isn’t just about delivering great experiences, 
it’s about building confidence from the very first interaction. Acquisition and 
retention strategies now depend on trust, personalization, and responsiveness, 
but these priorities introduce new layers of complexity. 

Every tailored journey, every AI-driven interaction, and every omnichannel 
touchpoint must operate within a strict framework of compliance and security.

That’s where the next challenge comes in. The advance of digital finance 
demands decisive policy realignment and unwavering operational assurance.
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Amazon ads
1.7× more likely to switch brands. 

Customers who don’t completely trust their 
financial services provider are on average 

https://advertising.amazon.com/library/news/earning-trust-and-loyalty-banking-and-payments
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Staying Compliant in the 
AI Era



AI Moves Fast. 
Policy Can’t Lag Behind
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$1.2B in H1 2025—a 417% 
increase year-on-year.

Regulatory penalties for global financial institutions topped 

As AI gets embedded across credit decisioning, onboarding, fraud analytics, 
and personalized financial products, regulatory expectations for oversight are 
evolving just as fast. Supervisory bodies—from the Federal Reserve, OCC, and 
CFPB in the U.S. to regional authorities like the FCA and EBA—are making it clear: 
“explainability by design,” strong governance, and real-time model oversight are 
the standard for protecting both your operations and your customers.

For banks, fintechs, and digital-asset firms, operational assurance now comes 
down to proving you have end-to-end control of AI systems:

     • Data lineage and integrity.

     • Model risk management and bias monitoring.

     • Human-in-the-loop checkpoints for critical decisions.

     • Continuous oversight for drift and performance.

     • Alignment with privacy, conduct, and consent rules.

When reputation is as valuable as your tech advantage, firms that can 
operationalize compliant AI—from build to deployment to audit—won’t just 
move faster. They’ll build trust at every level: with regulators, institutions 
and customers.

Fintech Global

https://fintech.global/2025/09/01/regulatory-fines-surge-417-in-h1-2025-crackdown/
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Trust Becomes the Ultimate Currency 

Regulators are raising the bar as digital finance evolves. In the EU, GDPR and the FiDA framework are tightening how customer data is collected, shared, 
and tracked. In the U.S., NACHA’s 2026 Fraud Monitoring Rules are pushing firms to deploy stronger, risk-based detection for ACH transactions. The trend 
is global: clearer consent requirements, tighter controls, and faster reporting when issues surface. Penalties sting, but the real cost is reputational. 
Once trust is lost, it’s incredibly hard to win back.

Over 40%
of banking firms now consider 
outsourcing regulatory compliance. 
Wipfli

Making Operational Assurance Your Advantage
Leading firms don’t treat operational assurance as a back-office task. 
They make it a strategic priority. That means embedding compliance 
into every layer of the digital finance stack: secure data controls, 
workflows designed with protection in mind, and governance that 
anticipates regulatory change. To stay ahead, many firms partner 
with specialists who bring compliance-first CX, resilient operations, 
and domain expertise that’s hard to replicate in-house.

Trust is the ultimate currency, but it doesn’t happen by chance. 
It’s earned through intentional design, disciplined execution, and a 
culture that puts security first at every level, from customer-facing 
teams to leadership.

As one industry leader puts it:

Models will need to be TRUSTED (Targeted, 
Reliable, Understood, Secure, Stress-Tested, 
Ethical and Durable) if they are to be safely 
embedded in financial institutions.

“
James Benford, Former Executive Director for Data and Analytics 
Transformation and Chief Data Officer, Bank of England

“

https://www.wipfli.com/-/media/wipfli/downloadable-files/2025-state-of-banking-report_final.pdf
https://www.bankofengland.co.uk/speech/2024/september/james-benford-speech-at-the-central-bank-ai-inaugural-conference?
https://www.bankofengland.co.uk/speech/2024/september/james-benford-speech-at-the-central-bank-ai-inaugural-conference?
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Outpacing Fraud 
in a Hyper-Connected World



Even with strong governance and compliance frameworks, today’s threat 
landscape is evolving faster than traditional defenses can keep up. 

Digital finance has unlocked incredible opportunities for customers, but it has 
also opened the door to a new generation of fraud. As banks, fintechs, and crypto 
platforms race to deliver seamless experiences globally, bad actors are innovating 
just as fast.

Fraud isn’t static anymore. Deepfakes, synthetic identities, and AI-driven fraud 
networks are changing what “risk” really looks like. For financial organizations, 
the challenge goes beyond detection. It’s about building resilience that moves as 
fast and fluidly as the industry innovates. 

This is a cross-industry problem now. Crypto exchanges are defending against 
deepfakes, KYC, and account-takeovers. Fintech lenders are flooded with 
synthetic credit profiles built to bypass automated checks. Banks are dealing 
with real-time payment scams powered by social-engineering and AI-generated 
identities. Fraud has become embedded in every digital interaction and the old 
playbooks don’t work anymore.

Fraud Isn’t Static Anymore. 
Your Defense Can’t Be Either
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$58.3 Billion by 2030
Fraud to Cost Financial Institutions

https://www.globenewswire.com/news-release/2025/08/18/3134696/0/en/Fraud-to-Cost-Financial-Institutions-58-3-Billion-by-2030-Globally-as-Synthetic-Identities-Threaten-Fraud-Tidal-Wave.html
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Building Resilience that 
Keeps Pace with Threats
In 2025, two-thirds of banks said they were only “somewhat prepared” 
to handle emerging threats and that’s a problem. Fraud is getting more 
sophisticated and technology driven. Synthetic identity fraud surged
311% in Q1 2025. Deepfake-enabled scams jumped 1,100%. And by 
2030, global fraud losses are expected to reach $58.3 billion.

For digital-first institutions, this goes beyond a financial problem, it’s 
a customer trust crisis. Every breach weakens customer confidence, 
invites regulatory scrutiny, and drives operational costs up.

Detection Alone isn’t Enough
Fraud prevention must evolve from periodic checkpoints to a continuous 
predictive discipline, guarding customers in real-time without adding 
friction. Leading firms are using AI analytics to catch anomalies as they 
happen, biometric authentication to secure onboarding smoothly, and 
proactive monitoring to stop threats before they hit.

This is a fundamental shift, and most organizations can’t tackle it alone. 
They partner with full-service providers 
like Alorica to get guaranteed security at scale. 

https://www.financierworldwide.com/fw-news/2025/3/4/majority-of-banks-unprepared-for-emerging-fraud-risks-reveals-white-paper
https://financialit.net/news/artificial-intelligence/new-data-fraudsters-turning-eu-and-traditional-forgery-ai-generated
https://financialit.net/news/artificial-intelligence/new-data-fraudsters-turning-eu-and-traditional-forgery-ai-generated
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The Pressure to Scale Smart, 
Not Just Fast
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Your Operations Have to Flex, 
Not Break with Demand

Resilience isn’t just about fraud prevention. It’s about building operations 
that can handle volatility, adapt quickly, and scale without breaking.

The next phase of digital finance won’t be driven by speed alone. 
Success will hinge on scaling smart and growing in ways that don’t 
sacrifice resilience, efficiency, or operational discipline. 

Sudden volume spikes, complex tech stacks, and global expansion strain 
traditional models. Market stress, regulatory shocks, and black-swan 
events can send trading volumes surging in hours, creating backlogs, 
risk queues, and system bottlenecks.

On top of that, the “growth at all costs” era is seemingly over. Investors
and regulators now demand sustainable expansion, solid economics, 
and disciplined spending. All while acquisition costs rise, talent gaps 
grow, and compliance tightens.

Stablecoin Monthly Transfer
Volume More Than Doubled YoY

2024 2025

$1.9
trillion

$4.1
trillion

Dune and Artemis

https://141496265.fs1.hubspotusercontent-eu1.net/hubfs/141496265/Dune_Artemis_Stablecoin_Report_March2025.pdf?utm_medium=email&_hsenc=p2ANqtz--Xu8z5p6QRJ3nPeEi_9l_PjJooAEFcoxgiIQ3NjdtuqXu6ZrRqNJhzdWVPcb6p3Kcjzbb7ptzl2S4OEcJocIqKd91K4VF81WkV-fDNVcerwnFLwk8&_hsmi=106179118&utm_content=106179118&utm_source=hs_email
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Most firms don’t establish this level of operational maturity on their own. Success often comes from finding a full-service partner 
who brings the infrastructure, expertise, and scale to make it happen.

Embedding Agility into Every Workflow
They design systems and workflows that 
flex with market volatility, so operations stay 
stable through surges and consolidation 
cycles.

Scaling Support for Global Growth
They use cloud-native, API-driven 
platforms to deliver 24/7 multilingual 
support across markets without the 
heavy internal lift.

Efficiency Without Compromise 
They leverage the right global CX partners 
and use automation to lower cost-to-serve 
while preserving seamless and trusted 
experiences.

Augmenting Lean Teams and Closing 
Talent Gaps
They bring in domain-trained specialists 
in risk, compliance, fraud, and advanced 
technical support so internal teams can 
focus on innovation and wider strategy.

Adopting AI Responsibly and at Scale
They work with providers who bring 
governance, human-in-the-loop oversight, 
and automation orchestration for faster, 
safer, and scalable AI adoption.

Top-performing firms are no longer chasing speed, they’re building resilience into their DNA. Here’s how they’re doing it:

How Leaders Are 
Future-Proofing Growth
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With 100,000+ experts across 17 countries, industry-leading compliance standards, and a proven track record—78% cost savings 
and 92% CSAT improvement, we’re not just another vendor.

We’re the #1 partner financial innovators rely on to stay ahead of risk and lead with trust.

The future of digital finance isn’t just about keeping pace. It’s about leading with trust, resilience, and innovation. That’s where Alorica comes in. 
We can help you turn complexity into clarity and risk into competitive advantage.

Mastering the Innovation–Risk Equation 
Starts Here

24/7 Global Support
Available anytime, anywhere, 
in any language.

Omnichannel Continuity
Seamless conversations across 
voice, chat, and digital.

Cloud-Native, API-First 
Architecture 
Systems that scale and 
integrate easily.

Compliance-First Processes 
Built-in adherence to global 
standards. 

Frictionless, Secure 
Onboarding 
Biometric authentication and 
AI-driven fraud prevention.

Real-Time Fraud Monitoring 
Detect anomalies before they 
impact customers.

Scaling for Market Volatility 
Rapid ramp-up for token 
launches, surges, and stress 
events.

Industry-Specific Talent 
& Training 
Our agents understand 
blockchain, DeFi, compliance, 
and more. 

Deep Expertise in 
Governance & Risk 
Specialists in fraud, compliance, 
and operational assurance.

AI-Powered Personalization 
& Insights 
Predictive analytics for secure, 
tailored experiences.



Let’s solution for your future success             today.

The next era of 
digital finance won’t wait.

888.ALORICA | sales@alorica.com | alorica.com

mailto:sales%40alorica.com?subject=
https://www.alorica.com/



